


























































































































































































































































































































































Younger  

Generation

s Are Not 

As Car-

centric 

Do you currently have your own vehicle, either a car, 

SUV, mini-van or pick-up?  You could own it out right, 

be making payments on it, or be leasing it. 

 



 

Question: 
How important to you is it to have your own vehicle? 

63% 63% 

Gen Y 

75% 

Boomers Gen X  

Rate “5” 

Very 

important 
 
 

Rate “4” 

40% 

23% 

46% 

17% 

60% 

15% 



Question: 
How difficult would it be to manage and conduct 

your daily activities without a vehicle? 

46% 59% 

Gen Y 

67% 

Boomers Gen X  

Rate “5” 

Very 

Difficult 
 
 

Rate “4” 

25% 

21% 

36% 

23% 

44% 

23% 



Best Practice  

Generationally-

inspired  Marketing 

Opportunities 



Culture’s Impact:  Gen X 

Defining Events 
Watergate 

Single parents 

Latchkey kids 

MTV 

AIDs 

Computers 

Challenger 

Glasnost 

Berlin Wall 

Generational 

Values 

Technosavvy 
Think Globally 

Self-reliance 
Diversity 

Pragmatic 

Risk-takers 

Skeptical 

Independent 

Task-driven 







Best Practice  

Use Life Style  

As a Way to Talk to 

Older Riders 



“Age” is a 

state of 

mind, not 

a number. 

Remember . 

. . 



BART 





Assess & Understand 

Customer Satisfaction  

By Generation 

10 



Customer Survey Question 

Traditional  

Demographic Question 

      

    What age bracket                                     

do you fall in ? 
 

Under 18 

18-29 

30-44 

45-64 

65+ 

New  

          Demographic Question 

 

                   

                   What year  

   were you  born? 



75% 85% 

Gen X Gen Y Boomers Silent 

Sort Customer Satisfaction Survey 

Results By Generation for Insights 

40% 47% 
Percent  say they are satisfied with your 

service? 



# 6-10 

External 

Customers 

#1-5 

Internal 

Workplace 

Generational Opportunities                            

In Rural Transit 

Exceptional 

Customer 

Service 

10 New Rules Exceptional Customer 

Service Across Generations 



 

Today’s Agenda 
 

 Quick Review: Major Trends & 10 Strategic 
Imperatives for Rural Transit  

 

 
Generational Matters 

 
Generational Challenges In Rural Transit 

 
10 New Rules of Exceptional Customer  

Service Across Generations 
 

Next Steps 



Keep Learning 



Thank 

You! Q&A 



RTAP 2010 Webinar Series 

Customer-Centric 

Marketing 

Exceptional Customer 

Service Across 

Generations How to Measure and  

Report Impacts 

Make Business Part of  

Rural Transit’s Business 

2 

3 

4 

1 April 15 – 1 p.m. EST 

 
June 17 – 1 p.m. EST 

 

August 12 – 1 p.m. 

EST 

 
October 14 – 1 p.m. 

EST 



John W. Martin 

804-358-8981 

jwm@sirresearch.com 




